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Source : Jean Supizet, ''Le management de la performance durable", édition d'organisation, Paris, 
2002, p 202. 
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Source: Olivier Netter Nigel Hill, Satisfaction client de la Conquéte a la Fidélisation ,Editions ESKA , 
Paris ,2000 ,P28. 


JS Ce Legale eaatall aga poll (pied eDleall ae Adal Bla) Aga ga yo GL Aebaidll dou 
& gill aa allay Girs ¢ LSI eDleell aa By g pecalls gual Ayr ga ye ASI Gib BI 5 cleee eke Une 
Aswills Lol Andi yo AalSs cl ast 8 ue gs Le laa g cAglall Abas 5 yaa Aerds dedi yo Cli 
Anis yo agi sla) Cay plies Gi GSI cial Load al yo adi pall penull (y geday agild jlenall 5 DLeall 
0.9992 Cpl 6G shaun siall ¢DLell aa 5 Gabilull Cae sill Gyde Ga Use gall eDlaall Us Ais s 
At 5 Ailbeial Gal Cpe Aabaiall cic Sins cAll ¢ ill Ia GLb clas 5 cAglle Aya 50 yo Lille 


dobar is Sa! SU Gols Bylo foe sll o yd sdleall as bad wot! | Ue) 9 pee Sy gi. 





cle cea tls agi AN) Aadauall gh 5 pus) cCpeadll "rail cle Ayaga yall 93 roel! cM Li 
coon Le Apa 59 pall ode Culdi g c'F Lull 5 FL 9 Code AMSG Cpe Aalbi Les JS) Ol gieall 5 9 ys 
daulaall Cys dante a 9 "Life Time Value";) "Valeur actuelle Nette" VAN 4ualuall Zaalls 
Os) JS cle cles) clpals dlls Gye MI 8 ce Deal! Abani] Atos! GUL Gulies a gett cAalLall 
» dae ol poi Adlai] US Ge palill Cfalells clgdats Al) 4alsill lea 
Sigh Ans} Cilical (ol) age JS 43359 p02 iy eDlerll Cates Sg 
¢Axd yall Ana 93 yall og 93 eDleall .1 
¢(Aia)Al pide Ard 99 po 5 94 eDleall .2 
Sagas Wi 96 pag Adyrra 430 90 ya (5 99 ¢ Darl! .3 
sagid Cig po pS 9 44390 pall ane eDlaall .4 
Adailaall doc gel) cond (1 )atuall dusty cArola Abeles agie Chie JS ae dabiial) olatt 
cod elegant s AG fi ¢ Unica) jad J glad Gl Leaked (3) 5 (2) cadicall | al eglSeyl ji ties le 
Aad gE pall xe 9432 52 yall agne Chie ga 5 (4) eb Goll ol Ge 


scaly gill 9 GiLiil /Lesbus 

cof Lille 44) SG CA 5S yg Sal Shall Gul) ga Glalaiall aSLes (cil asda) Sle Gul Gl ® 
earl) SL Gul y le Aral) Glabaiall 

eDherl! Gtbiinl cle Wiad Goa bi ye il gh dali de ld le Aaa!) Glelaiall Gail « 
vagy laliia| 5 

aly aaa ce abory Ag gull duoall 28 daly 5 Labaiall ds oY oll og gd eDLeall ae Callaill «= 
se Dhol) lbs) Calls MM: ildallss heel! JLall 

dans SY) Gl SU aS) Gas dal Ge ccplelell cal gil jl jules dla) iG sie ad le Geel! ® 


saggle Lliall 
daald Lad Gye ata La AIS pall Ital Ub Ge reall SLa Gul Apeal dl jals aed dy 9 ee ® 
gallallg lal cs sismall cle Lic lS Ge ai si 


cp rlarll (yc lear gtig Cile glecll aoal sadiud dled GUly daclé eli 3) 9 peo 7 

ee ee aa cLolaicll (8 d5>50 (sl lu LS 44 halg Creel SLs als aleiaY) 3ab 3 a 
3 yualedl) Clabaiall pos) sul! ag. gl 

eet gp epeeS he eal a a Si, a 


dobar is Sa! SU Gols Bylo foe sll o yd sdleall as bad wet! yp! Ue) 9 pee Sy gi. 





Ball — agle Abeila dl Cuullal y Asals 3 ya cs Sal Sha Gul) «gle real cellu ccfiga ya Sale « ce pial? 
2003 64s oYl Aveiill Las yall Abaiall 


* David Donnell, Philip Regan, and Brian Coates, Intellectual Capital: A Habermasian Introduction, 
Journal of Intellectual Capital, Vol. 1, Issue 2, UK, 2000. 

> Xera, I, A., 2001- A Framework to Audit intellectual capital, Journal of Knowledge Knowledge 
Management Practice, August, pp1-8. 


aly Saas le pS jill ae Ailioall Leal GIS Agbans cs Sall SLall Gul dddLe "6 a gene dreds ja jell uc. 4 
: e 2003 dis « ea! yl daa} « Cea Cpe daala — 3 lil aul 6 3 ylLaill , duets) ates «" cola SLell 
> Neil Glass, Management les 10 Défis, Editions d’ organisation, traduit de l’anglais par : eileen tyack- 
lignot. Paris, 1998, P 67. 
° .Kavida, V. and Sivakoumar, " Intellectual Capital : A Strategic Management Perspective " , (2009) 
Available From www.proquest.com . 


das yall AS pl) Lac) ayy pyrall GS GLAS 6 Sapte Label 6g 5h cc SAN Sle Gulp cc gis Gabe gi.” 
Qoya 1998 63 ya lall galell arte DU 
292 (ya 60 89 Gas ey clesds) bu gut «all ceil wc das Dell Cube oad? 


> Kotler et Dubois, Marketing et Management, Pearson Education; 12eme édition, France, (13 
juin 2006).p.79 


cB plat cabal) ade Aa pall AS pl) TLee I a yg ural GS LADS cp dhaal) cldle 5 Ja) coud gn a gy 1° 


Sy .1998 
«2005 6 ol jal dxala 6B) guile ye pale 3 S20 (AN 4 ¢ Lil om) pl (JataS Cage Lua) Sardi 6A ga ails" 


'* M.C.G.Davidson, "Organizational Climate and its influence upon performance: A case Study 
of Australian hotels in south east Queensland ,"An abstract of dissertation published & printed 
on PDF System,(Electronic Version) , Australia: Griffith University- Faculty Commerce and 
Management School of Marketing and Management, 2000, P.3 


2 Lo ccyaiigg Nb Anala Cul ge tog jad « (Bids Ayla) Gilatares Ay oY! de gas gall) Cy AT 9 opaes Sr gil 2? 
246 ya 1991 « 


27 je 6 120034 a2 5 sill s prenit eal] 6 jlec (Staal atl 33 sucill) 6X g0m0 Lern = 


' Reichheld, F. F," Loyalty-Based Management", Harvard Business Review, No. 71, 2003 (March — 
April), PP. 64-73.(Electronic Version ), Retrieved March 3, 2004 from Database of University of 
Wollongong School of Management and Marketing +Full Text database from the World Wide Web ; 
http://www.uow.edu.au 

‘© Claudia Macédo, "Managing Perceptions Through Process Visibility to Improve Online Customer 
outcome" dissertation Printed on PDF System, Katz Graduate School of Business University of 
Pittsburgh, July. 2005 ,P21-22 


'’ Electronic Version, Retrieved March 3, 2004 from http://www.reliant.com. 
aglell 4S bygdie pub piunle b She AY» Gaal Qorjll gal dad Luge! GE dake dls cle 
25: (3a 62005 «il jal Aecla 6 6 pill a gle Audluaidly| 


dakar is Sa! SU Gols Bylo foe sll syd sdheall as bad! oot! | Ue) 9 pee Sy gi 2 





